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Organizational	 commitment	plays	 an	 essential	 role	 in	 increasing	 job	 satisfaction	
and	performance	(Ćulibrk	et	al.,	2018;	Suharto	et	al.,	2019).	Furthermore,	Allen	&	Meyer	
(1990)	 defined	 this	 commitment	 as	 a	 psychological	 state	 regarding	 the	 relationship	
between	an	employee	and	an	organization.	According	to	Tsai	et	al.,	(2011),	it	is	the	key	for	






Suharto	 et	 al.,	 2019).	 Furthermore,	 of	 its	 three	 components,	 affective	 commitment	 is	
considered	as	being	important	because	it	relates	more	to	positive	employee	behaviors	than	
other	 components	 (Mercurio,	 2015).	 The	 high	 affective	 commitment	 was	 shown	 to	 be	
related	not	only	to	the	tendency	to	voluntarily	help	co-workers	and	the	strong	desire	to	





higher	 job	 satisfaction	 and	 subjective	 well-being	 (Peng	 &	 Mao,	 2015).	 The	 hospitality	
industry	requires	individuals	to	deal	with	many	types	of	customers.	Therefore,	employees	
are	expected	 to	appropriately	 interact	according	 to	 specific	organizational	display	 rules	







previous	 studies	 by	 Choi	 et	 al.,	 (2015)	 and	 Purba	 et	 al.,	 (2015),	 showed	 a	 positive	
relationship	 between	 emotional	 stability	 and	 affective	 commitment.	 However,	 previous	
findings	regarding	the	relationship	between	emotional	stability	and	affective	commitment	
seem	 inconsistent.	 Furthermore,	 the	 study	 conducted	 by	 Purba	 et	 al.,	 (2015)	 showed	 a	
moderate	relation,	while	that	of	Choi	et	al.,	(2015)	showed	a	weak	relation.	Basnet	&	Regmi	
(2019)	 also	 explored	 a	 direct	 relationship	 between	 emotional	 stability	 and	 affective	
commitment.	This	prompted	an	argument	that	was	based	on	intervening	variables	that	may	
play	a	significant	role	in	bridging	the	relationship	between	emotional	stability	and	affective	
commitment	 because	 of	 the	 weak	 relation	 between	 the	 two	 variables.	 Therefore,	 the	
contribution	 was	 made	 to	 this	 literature	 by	 investigating	 a	 psychological	 mechanism,	






	 Allen	 &	 Meyer	 (1990)	 described	 three	 separable	 aspects	 of	 organizational	
commitment,	namely	affective,	continuance,	and	normative.	Affective	commitment	arises	
from	 the	 type	 of	 positive	 experience	 and	 results	 from	 a	 mixture	 of	 work	 experience,	
organizational	perceptions,	and	personal	characteristics	(Demirtas	&	Akdogan,	2015).	 It	
also	 influences	 employees	 through	 their	 fulfillment	 and	 achievement	 due	 to	 emotional	
effect,	involvement,	and	identification	with	the	organization	(Demirtas	&	Akdogan,	2015).		
Normative	 commitment	 is	 described	 as	 a	 bond	 about	 the	 obligation	 to	 remain	 in	 an	
organization.	 While	 continuance	 commitment	 considers	 the	 costs	 and	 the	 personal	
sacrifice	associated	with	leaving	the	organization	(Allen	&	Meyer,	1990).	Furthermore,	the	
central	theme	of	normative	commitment	is	bond	and	not	affect	and	employees	remain	in	






	 Meanwhile,	 Mercurio	 (2015)	 contends	 that	 affective	 commitment	 is	 the	 major	
component	of	organizational	commitment	and	is	related	more	to	the	positive	attitudes	and	
behaviors	 of	 employees	 compared	 to	 other	 components.	 Furthermore,	 other	 previous	
studies	are	in	line	with	Mercurio’s	(2015)	contention.	For	example,	Solinger	et	al.,	(2008)	
found	that	affective	commitments	had	a	high	negative	correlation	with	absenteeism	and	a	
high	 positive	 correlation	 with	 performance	 compared	 to	 normative	 and	 continuance	







such	 as	 good	 interpersonal	 relationships,	 perception	 of	 organizational	 support,	 job	
satisfaction,	and	perceived	personal	 involvement	 (Battistelli	et	al.,	2016;	Chordiya	et	al.,	
2017;	 Lee	 et	 al.,	 2018;	 McCormick	 &	 Donohue,	 2016).	 An	 antecedent	 of	 affective	
organizational	 commitment	 is	 seen	 from	 an	 individual's	 personality	 (Panaccio	 &	
Vandenberghe,	2012),	which	is	considered	essential	when	investigating	the	attitudes	and	
behaviors	 of	 employees	 (Brawley	 &	 Pury,	 2016;	 Yao	 et	 al.,	 2019).	 According	 to	 Bildat	





















The	 Person-Job	 Fit	 (P-J	 fit)	 model	 is	 defined	 as	 a	 congruence	 between	 an	
individual's	ability	with	the	demand	of	the	job.	Lauver	&	Kristof-Brown	(2001)	argued	that	












Individuals	with	 good	 emotional	 stability	 tend	 to	 be	more	 stable	 and	 not	 easily	
upset	 and	 are	 the	 opposite	 of	 neuroticism.	An	 employee	with	 a	 high	 level	 of	 emotional	
stability	 is	 also	more	 likely	 to	 have	 an	 overall	 positive	 relationship	 in	 their	 workplace	
(Bildat,	2016;	Choi	et	al.,	2015;	Mechinda	&	Patterson,	2011).	Furthermore,	an	individual	
that	is	high	in	neuroticism,	which	is	the	opposite	of	emotional	stability,	tends	to	experience	
negative	mood	 and	 emotion	 and	 is	 related	 to	 a	 higher	 amount	 of	 stress	 (Bontempo	 &	
Napier,	2011;	Christiansen	et	al.,	2014;	Cropanzano	&	Dasborough,	2015).	It	is	believed	that	









A	 study	 conducted	 by	 Yürür	 (2014)	 showed	 that	 affective	 commitment	 is	 the	
consequence	of	a	congruent	P-J	 fit	between	employees	and	job	demand.	Furthermore,	 it	
was	 stated	 that	 employees	with	 good	 emotional	 stability	 would	 be	 happy	 and	 become	
committed	 to	 the	 success	 of	 the	 organization.	 Purba	 et	 al.	 (2015)	 found	 a	 moderate	
correlation	between	emotional	stability	and	affective	commitment	(r	=	.31).	Moreover,	a	
meta-analysis	 study	 from	 Choi	 et	 al.	 (2015)	 about	 the	 relationship	 of	 personality	 and	
organizational	commitment	with	55	independent	samples	from	50	reviews	(N	=	18,262)	
found	a	low	correlation	of	emotional	stability	with	affective	commitment.	It	indicated	an	
underlying	 mechanism	 that	 would	 occur	 between	 emotional	 stability	 and	 affective	
commitment.	Emotional	labor	may	play	a	significant	role	as	the	underlying	mechanism	in	
the	 relationship	 between	 emotional	 stability	 and	 affective	 commitment	 for	 at	 least	 two	
reasons.	First,	emotional	labor	is	essential	for	jobs	in	the	hospitality	industry,	in	which	the	
requirement	 involves	showing	a	positive	emotional	 state	 for	 the	customer	 (Bakar	et	al.,	
2020).	Hofmann	&	Stokburger-Sauer	(2017)	and	Cho	et	al.,	(2013)	showed	the	importance	























Based	 on	 the	 three-level	 of	 acting	 (genuine,	 surface,	 and	 deep	 acting),	 Chu	 &	
Murrmann	 (2006)	 developed	 two	 dimensions	 to	 represent	 emotional	 labor,	 namely	
emotive	dissonance	and	effort.	Genuine	and	surface	acting	are	at	the	opposite	end	of	the	





that	 surface	 acting	 (emotive	 dissonance)	 belongs	 to	 job	 demand,	 while	 deep	 acting	
(emotive	 effort)	 belongs	 to	 job	 resources.	 Job	demand	 is	 related	 to	 exhaustion,	 low	 job	
satisfaction,	and	health	problems,	while	job	resources	are	related	to	work	involvement	and	
motivation	 (Bakker	 et	 al.,	 2003,	 Yeh,	 2015).	 Surface	 acting	 strategy	 requires	 many	
resources,	which	 causes	 exhaustion	 and	 a	 lack	 of	 resources	 to	 do	 other	work	 (Seery	&	
Corrigall,	2009).	




circumstances,	a	match	 in	need	supplies	and	a	match	 in	demand-abilities	 (Kristof	et	al.,	
2005).	Need	supplies	assume	that	employees	perform	their	job	to	satisfy	their	needs	and	




Emotionally	 unstable	 individuals	 tend	 to	 perform	 surface	 acting	 when	 they	











positive	 emotions,	 leading	 to	 their	 ability	 to	 become	 contented	 with	 their	 job.	 The	
employee's	positive	experience	would	further	enhance	their	emotional	attachment	and	the	
development	 of	 affective	 commitment	 towards	 the	 organization	 (Stinglhamber	 et	 al.,	
2015).	This	would	then	lead	to	high	emotional	attachment	with	the	organization,	or	a,	high	
affective	commitment.	
Research	 conducted	 by	 Yürür	 (2014)	 showed	 a	 negative	 relationship	 between	
surface	 acting	 and	 affective	 commitment.	 Using	 the	 P-J	 framework,	 it	 was	 shown	 that	
employees	 that	 experience	 emotive	 dissonance	 exerts	 less	 effort	 because	 they	 feel	
artificially	 forced	 to	 stay	 in	 the	 organization.	 Furthermore,	 P-J	 conflicts	 caused	 by	
emotional	 dissonance	 are	 related	 to	 psychological	 stress	 and	 emotional	 exhaustion	
(Kenworthy	et	al.,	2014).	The	hospitality	industry	is	characterized	by	ample	direct	face	to	
face	interactions,	expectations	to	show	appropriate	positive	emotions	that	not	only	come	




workplace	 demand.	 This	 will	 create	 incongruency	 between	 their	 personality	 and	 job	















have	 the	 essential	 experience	 in	 the	 industry	 and	 are	 not	 interns	 or	 on	 a	 probationary	




59.	Out	 of	 the	 total	 participants	 involved,	 54.6%	were	males,	 and	45.4%	were	 females.	
83.2%	 of	 the	 participants	 were	 staff	 with	 3.36	 years	 of	 experience	 (SD=	 4.48).	 All	 the	
participants	completed	the	questionnaires	voluntarily	within	approximately	10	min.	
	 Emotional	 Labor	 was	 measured	 using	 the	 19-item	 Hospitality	 Emotional	 Labor	
Scales	 (HELS)	which	was	 developed	 by	 Chu	&	Murrmann	 (2006)	 and	 adapted	 into	 the	

















to	 ‘strongly	agree’	 (6).	The	Cronbach’s	alpha	value	was	0.839	and	none	of	 the	corrected	
item-total	correlation	was	below	0.124.	An	example	of	an	item	for	affective	commitment	
includes	‘I	would	be	very	happy	to	spend	the	rest	of	my	career	with	this	organization.’	






test	 the	 indirect	 effects	 from	 multiple	 mediators	 as	 required	 in	 this	 study.	 Baron	 and	
Kenny's	method	was	not	used	due	to	the	fact	Hayes	(2012)	PROCESS	is	one	of	the	most	
appropriate	 ways	 of	 measuring	 the	 indirect	 effect	 that	 provides	 sufficiently	 accurate	













A	 study	 by	 Purba	 et	 al.,	 (2015)	 also	 showed	 a	 positive	 correlation	 between	 job	
position	 and	 emotional	 stability.	 Job	 position	 in	 an	 organization	 represents	 the	 career	
success	of	an	employee,	and	one	objective	indication	is	income	(Abele-Brehm,	2014).	It	also	
appears	that	the	objective	work	outcomes	such	as	income	represent	achievement,	position,	











study	 variables	were	 examined.	 The	 result	 from	Table	 1	 showed	 that	 job	 position	was	
negatively	related	to	emotive	dissonance	(r=	-0.181,	p=	0.004	).	Furthermore,	tenure	was	




	 M	 SD	 1	 2	 3	 4	 5	 6	
1	 3.454	 4.701	 1	 	 	 	 	 	
2	 1.976	 0.734	 -0.199**	 1	 	 	 	 	
3	 3.026	 0.682	 0.283**	 0.034	 1	 	 	 	
4	 4.260	 0.797	 0.034	 0.087	 0.070	 1	 	 	
5	 4.708	 0.797	 -0.067	 -0.108	 -0.152*	 0.538**	 1	 	


































Note:	N	 =	 249.	Control	 variables:	 job	 position	 and	 tenure.	 Number	 of	 bootstrap	
samples	 for	 bias-corrected	 bootstrap	 confidence	 intervals:	 5000	 (confidence	 level	 95	
percent).	*P<	0.05,	**P	<0.01.	Direct	coefficients	before	mediators	entered	are	shown	in	
parentheses.	






was	 significant	 (b=	 -0.074,	 BootSE=	 0.043,	 95%	 CI	 [-0.174,	 -0.004]),	 suggesting	 a	 full	
mediation.	 The	 Result	 also	 confirmed	 Hypothesis	 1,	 however,	 the	 indirect	 effect	 of	






	 Effect	 BootSE	 BootLLCI	 BootULCI	
Total	 -0.104	 0.050	 -0.215	 -0.020	
Ind1	 -0.074	 0.043	 -0.174	 -0.004	
Ind2	 -0.020	 0.018	 -0.064	 0.011	










relationship	 between	 emotional	 stability	 and	 affective	 commitment.	 This	 study	 is	 also	
considered	 among	 the	 first	 in	 assigning	 emotional	 labor	 as	 a	 mediator	 between	 the	
emotional	stability	and	affective	commitment	of	employees.	Choi	et	al.,	(2015)	and	Purba	
et	 al.,	 (2015)	 showed	a	possible	mediation	 in	 the	 relationship	between	personality	 and	
affective	 commitment.	 This	 study	 further	 emphasizes	 the	 service	 sector	 industry	
particularly,	 the	 hospitality	 industry.	 Previous	 studies	 have	 shown	 the	 importance	 of	
emotional	 labor	 in	 most	 hospitality	 settings,	 especially	 with	 employee’s	 affective	
commitment	(Bildat,	2016;	Hofmann	&	Stokburger-Sauer,	2017;	Seery	&	Corrigall,	2009).	
The	 contribution	was	made	 towards	 understanding	 the	 dynamics	 between	 personality,	
behavior,	 and	 attitude	 by	 investigating	 emotional	 labor	 as	 a	 mediator	 between	 the	
emotional	 stability	 and	 affective	 commitment	 relationship,	 especially	 in	 developing-	
collectivist	countries.	










more	 overall	 positive	 experiences	 in	 the	 work	 they	 do.	 The	 congruent	 P-J	 and	 overall	




between	 emotional	 stability	 and	 affective	 commitment	 has	 been	 significant	 (Choi	 et	 al.,	
2015,	Purba	et	al.,	2015).	This	study	showed	that	emotional	stability	does	not	have	any	
meaningful	 relationship	 with	 affective	 commitment,	 particularly	 in	 hospitality	 settings.	
Based	on	the	P-J	framework,	it	is	believed	that	the	hospitality	settings	are	an	unpredictable	





single	 organization	 (Črešnar	&	 Jevšenak,	 2019;	 Stewart	 et	 al.,	 2017).	 It	 is	 assumed	 that	
millennials	have	no	 intention	to	stay	and	commit	to	the	organization	regardless	of	 their	
personality.	 Therefore,	 further	 research	 needs	 to	 be	 conducted	 to	 investigate	 the	
moderating	 effects	 of	 emotional	 stability	 and	 affective	 commitment,	 particularly	 in	 the	
service	industries.	
Moreover,	 another	 caution	 needs	 to	 be	 used	 in	 interpreting	 the	 relationship	
between	emotional	stability	and	affective	commitment.	The	Studies	conducted	by	Le	et	al.,	
(2014)	 regarding	 emotional	 stability	 and	 Gao-Urhahn	 et	 al.,	 (2016)	 regarding	 affective	




organization.	 More	 research	 needs	 to	 be	 done	 to	 understand	 whether	 their	 emotional	







to	 job	 demand	 by	 using	 emotive	 effort	 raised	 their	 emotional	 attachment	 towards	 the	
organizations	they	work	for.	However,	emotive	dissonance	also	showed	the	same	result.	
Given	the	predictive	factor	of	job	position	and	tenure	on	emotive	dissonance,	a	potential	
moderator	 effect	 could	 also	 be	 considered.	 	 Future	 studies	 need	 to	 consider	 these	 two	
factors	 as	 a	 moderator	 in	 the	 relationship	 between	 emotive	 dissonance	 and	 affective	
commitment	to	understanding	their	relationship.	




opposite	 of	 emotional	 stability,	 would	 experience	 satisfying	 effects	 when	 engaging	 in	










displayed	 their	 real	 felt	 emotion	 without	 much	 effort,	 which	 could	 be	 categorized	 as	
genuine	emotion	(Ashfort	&	Humphrey,	1993).	This	could	also	be	the	expression	of	natural	














experimental	 design	 to	 see	whether	 emotional	 stability	would	 lead	 to	 better	 emotional	
labor	strategy	and	high	affective	commitment.	With	the	rise	of	technology,	specifically	with	
an	 electroencephalogram	 (EEG),	 there	 could	 be	 benefits	 from	 measuring	 employees'	
implicit	emotion.	Bo	et	al.	(2019)	tested	an	experiment	using	EEG	in	an	emotionally	evoked	
setting	 and	 found	 that	 an	 individual’s	 emotion	 could	 be	 recognized	 using	 this	 device.	
Secondly,	because	 this	 study	employed	a	 self-administered	 survey	 for	all	 variables,	 it	 is	




strategies	 should	 also	 help	 in	 regards	 Gao-Urhahn	 et	 al.,	 (2016)	 and	 Le	 et	 al.,	 (2014)	
findings	of	the	possibility	of	personality	and	affective	commitment	change	over	time	due	to	
work-related	circumstances.	Thirdly,	considerations	should	also	be	made	regarding	the	use	
of	 a	 Likert-scale.	 There	 are	 several	 disadvantages	 in	 using	 this	 method	 and	 examples	
include	central	tendency,	the	likelihood	to	tick	the	same	box	for	every	item,	and	the	number	
of	scale	points	(Hartley,	2014).	Future	research	could	also	consider	using	a	slider	scale	in	
combination	 with	 the	 Likert	 scale	 to	 complement	 each	 other	 and	 give	 an	 overall	 data	
quality.	One	of	the	new	ways	to	administer	an	online	questionnaire	is	by	using	a	slider	scale,	
in	which	respondents	are	required	to	drag	a	slide	across	an	on-screen	visual	scale	to	the	
















commitment.	 The	 hospitality	 industry	 engages	 in	 services	 that	 require	 the	 abilities	 of	
employees	 to	 show	positive	emotions	 (Ghalandari	 et	 al.,	 2012).	There	 is	 an	expectation	
from	 customers	 and	 organizations	 to	 show	 proper	 positive	 emotions	 as	 part	 of	 the	
organization's	 customer	 experience	 in	 general.	 Meanwhile,	 the	 emotive	 effort	 was	
significantly	related	to	affective	commitment.	This	means	that	the	organization	needs	to	
understand	the	positive	impact	of	emotive	effort	on	their	employees.	It	also	serves	as	an	
opportunity	 for	 employees	 to	 use	 it	 effectively.	 Furthermore,	 mentorship	 could	 also	
provide	the	resources	required	to	strengthen	employees’	emotive	effort.	This	could	be	done	
by	pairing	an	employee	with	a	 low	 level	of	emotive	effort	 to	another	with	high	emotive	
effort	levels.	Another	form	of	support	that	organizations	could	use	to	enhance	the	skills	of	
their	employees	is	coaching.	This	is	because	it	helps	to	determine	the	needs	of	an	employee	
(Thompson	et	al.,	2012).	Both	coaching	and	mentoring	provides	 support	 for	 synergistic	
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